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Technical assistance service 


Northern Telecom provides technical assistance in resolving system 
problems. To access a Technical Assistance Center, contact your Northern 
Telecom representative. Services available include the following: 


— diagnosing and resolving software problems not covered by support 
documentation 


— diagnosing and resolving hardware problems not covered by support 
documentation 


— assisting in diagnosing and resolving problems caused by local 
conditions 


Several types of class-of-service are available. Emergency requests (Class E1 
and E2) receive an immediate response. Service for emergency requests is 
continuous until normal system operation is restored. Non-emergency requests 
(Class S1, S2, and NS) are serviced during normal working hours. Service 
classifications are described further in Tables 8 and 9. 


Except as excluded by the provisions of warranty or other agreements with 
Northern Telecom, a fee for technical assistance may be charged, at rates 
established by Northern Telecom. Information on rates and conditions for 
services are available through Northern Telecom representatives. 


Collect the information listed in Table 10 before you call for service. 
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Table 8 
Technical service emergency classifications 


Class Degree of failure Symptoms 
Major failure causing system System out of service with complete loss of 
degradation or outage call-processing capability 
Loss of total attendant console capability 
Loss of incoming or outgoing call capability 


Loss of auxiliary Call Detail Recording (CDR) in 
resale application 


Call processing degraded for reasons such as the 
following: 


— trunk group out of service 
— 10% or more lines out of service 


— frequent initializations (seven per day or 
more) 


inability to recover from initialization or 
sysload 


consistently slow dial tone (eight seconds or 
more delay) 


Major failure causing potential | Standby CPU out of service 
system degradation or outage 


Frequent initializations (one per day or more) 
Disk drive failure 
Two sets of disks inoperative 
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Table 9 
Technical service non-emergency classifications 


Class Degree of failure Symptoms 


Failure that affects service Software or hardware trouble directly and 
continuously affecting user’s service or 
customer's ability to collect revenue 


Problem that will seriously affect service at 
in-service or cut-over date 


Intermittent failure that affects Software or hardware faults that only 
service intermittently affect service 


System-related documentation errors that directly 
result in or lead to impaired service 


Failure that does not affect Documentation errors 


SSrVICE Software inconsistencies that do not affect 


service 


Hardware diagnostic failures (not defined above) 
that cannot be corrected by resident skills 


Test equipment failures for which a back-up or 
manual alternative can be used 


Any questions concerning products 
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Table 10 
Checklist for service requests 


Name of person requesting service 

Company represented 

Telephone number 

System option number/identification 

System serial number 

Installed software generic and issue (located on data disk) 


Modem telephone number and password (if applicable) 


Request classification (see Tables 8 and 9) 


Description of assistance required 
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